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Abstrak 
 
Tujuan Penelitian, untuk mengetahui proses pelaksanaan customer relationship 
management PT Indovisual Sistem Integrasi dalam mempertahankan loyalitas 
konsumen. Metode Penelitian, menggunakan metode penelitian kualitatif. Selain itu, 
pengumpulan data dilakukan melalui wawancara semi struktur, observasi non 
partisipatif, serta dokumentasi. Analisis, dalam penelitian terdiri atas reduksi data, 
penyajian data, serta penarikan kesimpulan dan verifikasi data. Kesahihan data yang 
digunakan adalah analisis triangulasi metode, dengan tiga teknik pengumpulan data: 
observasi, wawancara dan dokumentasi. Hasil Yang Dicapai, Proses pelaksanaan 
customer relationship management yang dilakukan untuk mempertahankan loyalitas 
konsumen terdiri dari: memperoleh pelanggan yang tepat, menentukan proporsi nilai 
yang tepat, membentuk proses yang terbaik, memotivasi karyawan, belajar untuk 
mempertahankan pelanggan. Simpulan, selain melalui lima pelaksanaan customer 
relationship management dari teori Hutt dan Speh, PT. Indovisual Sistem Integrasi juga 
memberikan pelayanan khusus seperti pemberian promo harga dan membuat customer 
gathering dengan mengundang semua pelanggan. Melalui hasil penelitian, diharapkan 
PT. Indovisual Sistem Integrasi dapat memperkaya pelaksanaan customer relationship 
management untuk menjaga hubungan baik dengan pelanggan dan dapat 
mempertahankan loyalitas konsumen.(RM) 
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Abstract 
 
Research Purpose, to determine the process of implementation of customer relationship 
management PT Indovisual Sistem Integrasi in maintaining customer loyalty. Research 
Method, this research uses qualitative method. The data in this research was obtained 
by semi-structured interviews, non-participatory observation, and documentation. 
Analysis, the study consisted of data reduction, data presentation, and drawing 
conclusions and verification of data. Validity of the data used is the analysis of 
triangulation method, the three techniques of data collection: observation, interview and 
documentation. The Results Achieved, the process of implementation of customer 
relationship management is done to maintaining consumer loyalty. It consists of: 
acquiring the right customer, determines the proportion of the value of the right, 
forming the best processes, motivate employees, learn to retain customers. Conclusions, 
beside the five customer relationship management implementation of theory Hutt and 
Speh, PT. Indovisual Sistem Integrasi also provide specialized services such as discount 
and make customer gathering by inviting all customers. Through this research, PT. 
Indovisual Sistem Integrasi can enrich the implementation of customer relationship 
management to maintain good relations with customers and customer loyalty. (RM) 
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